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European Insurance Industry =1DC

Analyze the Future

Premiums

= Europe continues to have the
largest market share, 36%, NA
29%, AP 28%

= €1,074 bn in 2011 for Europe,
relatively flat growth

= Very concentrated market with
UK, France and Germany holding
53% of the market vs Poland 1.3%

Society Transformation

= \Web has transformed our cultural
mindset

=BYOD and mobile workforce

= EDP Il but does not reflect gen Y
behaviour

= The “social” revolution creates a
balance of power to the consumer
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Technology Transformation

= 7bn Things connected to the web

=1.8 Zetabytes of Data and counting

» Cloud adoption

= Reliance on Technology:
European Insurance industry spent i
$43.5 bn in 2012 despite being less =
bullish than the Banking industry i

Regulation

= Growing burden of regulation combined
with faltering global expansion, more
muted premium volumes, higher hedging
cost, and low interest rates is reducing

investment yields and undermining SO g T L
T Poa] € SO
profitability i ¢ :

= Solvency Il, EDPAII, IT risk guidelines,
Insurance Mediation Directive and Dodd- &
Frank Act...
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Key Investment Priorities

Analyze the Future
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Predictive Modelling

Mobility
Social Media

Operational Efficiency
‘ Q: In 2013, which of the following initiatives will be significant in

driving IT investments at your organization?

20000001

LUl
So00000 Channel Proliferation

Increase organization's productivity

Increase organization's revenue

rganization's costs

Improve organization's business processes 26%

® |nCI’eaSing pI’OdUCtiVity, impI’OVing Introduce new and/or improved products and services 25%

revenues’ an.d decreaSi_ng COStS Continue to Improve customer acquisition and retention
be the top drivers of IT investment. Meet complance requirements

25%

e Database consolidation and business Improve organization's security and mitigate risk
process management are top IT initiatives. Expand into new geographic regions/countries

Increase organization's agility

* Cloud, mobile, big data and social media
are top of mind for insurance IT executives

Improve organization's ability to attract/ retain workforce

Improve multi channel delivery strategy |

0.0% 5.0% 10.0%  15.0% 200%  25.0%  30.0% 350% 40.0%
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Source: 2012 Vertical IT & Communications Survey, IDC, 2012, N= 194
Multiple Responses Allowed — Will not equal 100%

«IW

© IDC Visit us at IDC.com and follow us on Twitter: @IDC



The Shift from Narrow Channel to =1DC

Analyze the Future

Multi-Channel Strategies

Consumerisation of IT The Distribution Productivity and
Is Challenging Network becomes more Employee satisfaction
organisations Flexible, more Mobile are expectations

End-goal is to Increase Sales Reach,
Improve Customer Service and
Operational Efficiencies

Implications

Increasing competitive threats as

Relationships become fragmented

Life Distribution Channels (GPW) Non-Life Distribution Channels (GPW)
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mDirect sales ®Agents =Brokers ©Bancassurance ®OGther mDirect sales ®WAgents wBrokers ©Bancassurance ®Other

Source: CEA, August 2012
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The Rise In : Mobile Devices

Analyze the Future

1bn 216m 244.6m

The number of The number of tablets The number of employees
smartphones by in EMEA that will be
worldwide by 2013 worldwide classed as MOBILE

2013, over WORKERS
200m shipped in by 2015
EMEA
—== |DC Financial
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BYOD and Mobillity within the
Enterprise

» The number of individually liable (IL) smart Bring Your Own Device (BYOD) Is
phone and tablets at insurance companies Still An Unsolved Issued
continues to increase, as do the challenges

in managing IT support and security.

=DC

Analyze the Future

Q. What is your support policy for individually liable (IL) mobile devices?

* Insurers have not yet come to agreement
on best practices for managing IL mobile
devices, as evidenced by the varied
responses illustrated below.

» 65% of respondents provide some level of
IT help desk support for IL mobile devices. R

establishment of FAQ
and self-help sites

*There won't be a one-size-fits-all answer, 19%
but taking the time to understand where
potential mobile security risks can occur will
help organizations figure out which approach
to mobile security works best for them.

.Takl ng a Iayered approaCh to mObIIe Source: 2012 Vertical IT & Communications Survey, IDC, May 2012

N=110

And we always forget the impact on our

security that looks across the device,
network and apps can help ensure protection

against a number of vectors of attack systems — vulnerability but also

reliabilit
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The Industry Needs Greater Maturity

Harnessing Soclal Media =1DC

Analyze the Future

“Industry
tells us...”

Do you have a Social Media strategy

Q. What are your organization's the top 3 challenges in using social media tools?

Managing and keeping track of all the posted content

: Getting customers to participate

Justifying expense of social software

O Allocating r ial media management
ing impact of core bus obje

Getting employees to participate

Analyzing social media data to help make better business decisions

Struggle to
keep track of

. Social Media is owned by Marketing
all potential function — Need to be integrated to risk and
posted

IT functions
comment

Source: 2012 Vertical IT & Communications Survey, 2012 m—

N= 204
Multiple Responses Allowed — Will not equal 100%
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Key Considerations for Your Multi-

Channel Strategy

Mobility

Integration

Multimedia

Social Media

Automation

Customer functionality will focus on
connecting with Insurers for quotes, initiating

& managing claims, updates on payments... 4

Provide a multi-channel experience to
increase sales reach ensuring that channels

are interoperable and information is portablej

On the spot digital photos, Submit estimates
via mobile devices, mix of structured and
unstructured data

Need to go beyond marketing focus in social |
media strategies — focus on the data to make
better business decisions and risk analysis

Develop online tools for agent network to
reduce proposal turnaround time, handle
inquiries, or perform financial analysis

o
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Harnessing Big Data with a Focus on
Greater Visibility of Business Decisions — =

Insurers Focusing Smart Investment
on Customer Analytics/Bl, Risk
Management, and Dynamic Pricing

Efficiency Top Driver For Smart Investment, Followed By Real-Time
Access To Information

Q. In which of the following smart solutions, if any, is your company
investing over the nextone totwoyears?

Q. What were the top drivers for investing in smart technology solutions?

Bemore efficient

Access information in real-time for real-time decisions
Ability to have new information we couldn't see before
Contain costs

Reduce and manage risk

Enhance services/solutions to customer to increase revenue

Betterintegration of data (partners, suppliers, customers)

Customer intimacy -Serve my customers better
Other

Toimprove our strategic positioning in the future 29 Dynamic Pricing
17%
Toimprove our brand reputation
Drive operational and service excellence
0.0% 50% 100% 150% 200% 250% 300% 350% 400% 450% 50.0%
== |DCFinancial
Source: 2012 Vertical IT & Communications Survey, IDC, May 2012 T~ '
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Big Data Priorities

Solvency I

Reducing Fraud

New Models

Customer Centric

Automation

More real-time information with regards to risk
measurements, capital management, enrich

existing models with new sources of data )

Better integration of existing data sources to
better monitor patterns, enrich with new

sources of data — Socialytics and Geolocatiog

Dynamic pricing, including telemetry in
particular for P&C (TomTom) increasingly
used as a differentiator

y

Create more granular segregation of customer

base to develop appropriate products and
services using new touchpoints and media

New collaborative tools to speed access and |
retrieval of information for greater service and
efficiency levels — including DMS

@
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Insurers Outsource IT Support/Help

Desk Most

Insurers focus on streamlining specific Business

Processes

Insurance-Specific Business Processes

IT Support/Help Desk

Customer Care/Contact Center

Finance/Accounting

M insurers-2012 Minsurers-2011

Source: 2012 Vertical IT & Communications Survey, IDC, May 2012
N=102

Analyze the Future

= Globally increase
demand for more flexible,
dynamic, and cost effective
technology architectures:

= Pay-per-use, utility-style
models including
technology on demand
such as cloud computing

= Build-Operate-Transfer
(BOT) to captives — return
of BPO deals but more
strategic relationships

IDC Financial
=~ Insights
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Beyond Cost Reduction, Optimisation

Takes Center-Stage

Q. What were the top 3 drivers for your organization to outsource business
processes?

Cost control or reduction

Increase revenues
< Workforce optimization
Optimization of operations

Customer retention and service

New customer acguisition
Financial reporting and analysis m2012
Focus on our core competencies m2011
Internal reporting and information sharing

Consolidate systems

Regulatory compliance requirements

Risk management

Transformation services

0% 10% 20% 30% 40% 50% 60% 70% 80%

Source: 2012 Vertical IT & Communications Survey, IDC, May 2012
N= 80 (2012), N=79 (2011)
Multiple Responses Allowed — Will not equal 100%
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80% of Insurers Either Using or

= IDC

Analyze the Future

Planning to Use Cloud Computing

Q. Is Cloud computing currently on your organization’s technology roadmap? More than 26% of
J insurers utilize
Currently using this technology/service (either in 26.7% some form Of
pilot or production) .
cloud in 2012.
Currently planning implementation of this 19.2%
technology/service within the next year 19.5%
2012
Currently researching and or evaluating purchase 33.8% w2011 The number Of
of this technology and or associated services i
Insurers not
interested in
Not evaluating or using technology/services 39.1 CIOUd fe” by half
T from 2011 to 20%

0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0% 35.0% 40.0% 45.0% In 2012

*Security remains the greatest concern for cloud
adoption for 36% of respondents

 Additionally, Insurers are still determining their cloud
strategy and their cloud roadmap

o

IDC Financial
Source: 2012 Vertical IT & Communications Survey, IDC, May 2012 Insights
N= 204 (2012), 266 (2011)
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Cloud Utilization Focused on Efficiency

a n d C O St : Analyze the Future

Q. Which of the following technologies are currently delivered, or are planned to be delivered,
via a cloud solution?

Drata Backup/Archive 25.6%

Storage on Demand (backup, archiving, email storage, etc) 24.6%
Web applications 22.1%
Technical Applications 22.0%

aborative applications (e-mail, groupcalendaring, messaging) 20.9% >
19.4%

CRM 17.2%
Business Intelligence/Analytics 16.5%
IT Management 16.1%

Business processes (payroll processing, procurement etc) 14.7%
Server capacityon Demand 14.3%
Storage on Demand (raw storage capacity) 10.4%
Industry-specific applications 9%
SCM B.T%
Application Development/Testing/Deployment Tools 7.0%
Operations and Manufacturing 4.8%
ERM 3.

2

0.0% 5.0% 10.0% 15.0% 20.0% 25, 30.0%

Source: 2012 Vertical IT & Communications Survey, IDC, May 2012

N= 99 IDC Financial

Multiple Responses Allowed — Will not equal 100% Insights
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The Challenges of Legacy Infrastructures=IDC

Analyze the Future

L

Security Vulnerability, Time-to-Market,
QOutages, Real-time Capability

Notscaleable to accomodate today’s premiumgrowth

May not supportadvanced consumeranalytics or
enterprise-wide integration

Difficultand costly to modify to accomodate regulation
or strategy change

Increaserisk of system failure

Potentially weaker fraud detection

Difficultand resource intensive integrationto third-party
applications

= |DC Financial
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Key Technology Considerations for

Your Organisation in 2013

Increased complexity and vulnerability —

IT Simplification .
ensure that you focus modernizing core

BYOD — Mobile Security Policy on access
control, focus on Distribution and Workforce )

Mobility

Big Data Integration of new sources of information:
demographics, geolocation, social, digital...

Automation Sales force automation tools, streamline

processes, reduce transaction errors

Cloud Do consider as will resolve reduce capital but

clarify vendor SLAs around data & security

IDC Financial
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Key Takeaways

Cloud

Insurers have dramatically increased cloud adoption in 2012, with 80% of insurers using
or planning to use cloud. Use of cloud centered on data backup and storage, but focus on
collaborative apps.

Mobile

Insurers are struggling with Bring Your Own Device (BYOD) and risk management
practices need to be strengthened

Big Data

More than 50% of insurers are using or planning to use more Bl and analytics. Insurers
are motivated by access to real-time and new information. Investments will be in risk
management, customer analytics, and dynamic pricing

Social Media

Insurers face multiple challenges with social, including use of data, cost justification, and
customer involvement. Can generate very little ROI if no clear strategy and measurable
KPls

BPO

Expect more outsourcing decisions to be made, especially insurance-specific == %DC}I:inancial
~ Insights
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